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How is our performance linked to our strategy?
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How do we gauge customer satisfaction?
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How satisfied are our customers?

100% — 19 - the overl) condition of the
90% = state high 339
80% — 19b - snow/ lce remaval and winter
p : - malntenance dene by NHDOT
g i @le
‘3 0% 19¢ - roadway surface, guardrall repalr,
: 50% and summer malnienance done
.§ 0% . by NHDOT (3 64)
ﬁ 30% 19d - effeciiveness In communlcating
E 20% what NHDOT does and why {297)
S 10% - 19¢ - imellness In responding lo the
& 0% publtc and Its needs (3 13)
—
19a 99 19h 19f - thmellness of campleting highway
and bridge projects (281)
W 2012 Survey - 2011 Survey 19g - allocation of fransportation funds
by NHDOT (243)
190 - accessiblilty to alternative modes
of iansportation (2 22)
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What t g iorities?
at are our customer's priorities
2011 2012
Minimize the long term costs of highways and bridges. 1 1
Improving the safely of the state highways and Interstates 2 3
Operating the system to maximize safety and effildency 3 2
Improving and expanding the capadity to keep people moving on the roads 4 4
Expanding the capadty to keep frelghts and goods moving on the roads 5 6
Expanding other modes of transportation 6 5
Redudng the environmental Impact of transportation projects 7 7
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Some measures involve other state agencies — Safety

Performance- 2012 dron 5-30-13 m
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Performance and Customer Feedback to Provide
Guidance - NHDOT’s Ten Year Plan

NHDOT Project Evaluation Criteria

State of Good Economle Potantlol for
Rapalr Safaty Significance Mobllity Environment Development Success Support

In an effort to save taxpayers dollars and to improve
state service:

Be transparent —

.« Measure and Communicate the current condition and

performance of the transportation system in an
understandable way.

Innovate —
+ Discuss, establish and prioritize project selection criteria
with our customers.

Be efficient —

» Use surveys to gauge the satisfaction and indicate the
priorities of customers with the transportation system and
with agency performance.
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